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PENGARUH KUALITAS LAYANAN ELEKTRONIK, PROMOSI, DAN
WORD OF MOUTH (WOM) TERHADAP KEPUASAN PELANGGAN
MARKETPLACE SHOPEE
(STUDI KASUS PADA MAHASISWA DI PURWOKERTO)
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Totok Haryanto®
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ABSTRAK

Penelitian ini bertujuan untuk melihat pengaruh kualitas layanan elektronik,
promosi, dan word of mouth (WOM) terhadap kepuasan pelanggan. Purposive
sampling digunakan dalam penelitian ini sebagai pemilihan sampel. Berdasarkan
kriteria tersebut dipilih 100 responden sebagai sampel. Teknik analisis data yang
digunakan dalam penelitian ini adalah uji instrumen, statistik deskriptif, uji asumsi
klasik, analisis regresi berganda, dan uji hipotesis. Hasil penelitian menunjukkan
bahwa kualitas layanan elektronik, promosi, dan word of mouth (WOM)
berpengaruh secara simultan terhadap kepuasan pelanggan marketplace shopee,
kealitas layanan elektronik berpengaruh signifikan, promosi berpengaruh
signifikan, serta word of mouth (WOM) berpengaruh signifikan terhadap
kepuasan pelanggan marketplace shopee.

Kata Kunci: Kualitas Layanan Elektronik, Promosi, word of mouth (WOM),
Kepuasan Pelanggan
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THE EFFECT OF ELECTRONIC SERVICE QUALITY, PROMOTION,
AND WORD OF MOUTH (WOM) ON COSTUMER SATISFACTION
MARKETPLACE SHOPEE
(CASE STUDY ON STUDENTS IN PURWOKERTO)

Farhan Eri Shindaka®
Faculty of Economics and Business
University Muhammadiyah Purwokerto
shindaka24@gmail.com

Totok Haryanto®
Faculty of Economics and Business
University Muhammadiyah Purwokerto
feb.ump.th@gmail.com

ABSTRACT

This study aims to see the effect of the quality of electronic services, promotions,
and word of mouth (WOM) on customer satisfaction. Purposive sampling was
used in this study as sample selection. Based on these criteria, 100 respondents
were selected as samples. The data analysis techniques used in this research are
instrument test, descriptive statistics, classical assumption test, multiple
regression analysis, and hypothesis testing. The results show that the quality of
electronic services, promotions, and word of mouth (WOM) have a simultaneous
effect on shopee marketplace customer satisfaction, electronic service quality
has a significant effect, promotions have a significant effect, and word of mouth
(WOM) has a significant effect on shopee marketplace customer satisfaction

Keywords: Electonic Service Quality, promotion, word of mouth (WOM),
Costumer Satisfaction.
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